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REVISED RESPONSE OF UNITED STATES POSTAL SERVICE WITNESS MAYO TO
INTERROGATORY OF THE OFFICE OF THE CONSUMER ADVOCATE

OCA/USPS-T36-53. What kind of assistance do personnel at retail facilities provide to
postal patrons who wish to file insurance claims if such patrons lack the reading or
language skills necessary to fill out the required forms? Please provide copies of any
Postal Service documents reflecting a policy to render/not to render such assistance.

RESPONSE:

The Sales and Services Associate Training Course, 23501-02 provides general
information in Module 26, Overview of Customer Relations. Publication 551, Point Talk
Translator, includes some helpful information regarding insurance in nine different

languages. A copy of this publication is attached.




i COMMON NEEDS
i « Stamps-How many?
‘ » Envelopes-How many?

« Money order-How much?
« Retum receipt
»Weight __ Ibs, ... 07

» Gustoms

» Pagsport .

« Stamp collectmg

. Ship_p_mg box What g;ze? :

Spanish

(Espanol)

PREGUNTAS COMUNES
« Estarnpillas ;cuantas?

« Sobres ;cuantos?

» Girg postal ;por cuanto?
» Acuso de recibo

+ Pgso Slbs, 50z,

s Aduana .

. Pasaporte

‘Estampillas’ de coleccion
Laja ¢ de gué tamano?

s

MAIL A PACKAGE?
. From_ whom"r‘ 5

-er code:.
!nsurance'? o
« Gost of insurance -
* Contents?
. -Busaness papers'? s

-at- iS the value’?
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¢DESEA ENVIAR 1 PAQUETE?
+..De. parle de quien?
Bara qui

+ ;Contenido?
» ; Documentos de ne

METHOB OF SHIPPING
* First class mail

= Express mail

= Priority mail

» Certified mail

+ Registered mail

*COD
. Next day or 2nd day

Witary 3rd:day

» Primera clase

» Entrega inmediata

» Correo prioritario

» Correo certificado

» Registrado

» COD: contra reembolso
« De uno o dos dias

* Para mediodia ¢ 3 pm
« Militar: 2 dias

« Militar: 3 dias
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*» Total amount
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« Cobro adicional
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LOST A PACKAGE?
* \Was it insured?
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Pub 551 Pmnt Talk Translator

¢SE EXTRAVIO SU PAQUETE?
» ; Estaba asegurado?
» Numero del seguro
« Procedencia del paquete
» Zona postal
« Ciudad / Estado
» Pais
Sept. 1995
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POINT TALK

Customer Service Translator

Translates English to:
« Camboadian
« Vietnamese
+ Chinese
» Korean
+ Japanese
« German
« Russian
+ French
+ Spanish

\

W

Communicate by Pointing ™

DIRECTIONS: This translator has been designed
to assist you while providing custonter service to
people who speak a language other than English.
Simply point to the information you wish to convey
in the column of the appropriate language.
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English Russian '{ English French
(No-anurnuicku) (No-pyccku) ' (Anglais) (Frangais)

COMMON NEEDS OBbIYHbIE NOTPEBHOCTU i COMMON NEEDS BESOINS COMMUNS
« Stamps-How many? * Mapku-CKONbKO? { » Stamps-How many? * Timbres-Combien?
« Envelopes-How many?  » KonBepTbI-CKONbKO? . »Envelopes-How many? e+ Enveloppes-Combien?
« Money order-How much? ¢ Mepeson-Kakan cymma? | ° go?ey °'de".Ht°W much? * hJandat-Con:jbaer)? i
. int . 5 » Return receip » Un accuser de réception
. \F:I‘fe‘g;\]t reﬁﬁ? - ;ziang;::‘gso B?:j: ;: " . sWeight _lbs. oz « Poids __Livre _grammes
» Customs T TamomeHHaa nemapauwﬂ : : gu:;om; : l,ses douar? °s
» Passport 2 dMacnopT .. b ) Sassho - asseber .
: P 1.7 « Stamp colfecting « Timbre de tollectioh
« Stamp collecting . . = CoOnpaﬁme Mapok: '

_ * "« Shipping box-What size? « Colis d‘expedrmn-QueHe !ar!!e’?
. Shlpplng box-What sme’? X ﬂu.LMK-KaKOFO pasmepa? :

" MAIL A PACKAGE?  ENVOYER UN COLIS 2

MAIL A PACKAGE? OTNPABRRETE SAHAEPCNb? - « From whom? * De qui?
.= From whom? ... . *OTkOro? . * To whom? « A qui?
i ' s ey * Address * Adresse
_ i « Zip code * Code postal
"MH ReKkE? g » Insurance? » Assurance?
Insut 7 w36 oTRAXOBKON? P ((.'::ostt oftin?surance . Eoﬁt d? l'assurance
% o . | * Contents? * L& contenu
- ggﬁig@f urance . (é;i;;n;;t::ngpaxosm 1‘ » Business pape rs? * Papiers d'affaire?
. o . " *|s it a gift? * Est-ce un cadeau?
Bu_s'”e‘e.’s PAPEIS? o ' Henosuie bymaru? - .~»Sample material? » Des échanilions de;

‘sWhat is the valug?

METHOD OF SHIPPING

H A T T T LI » First class mail Bol
“METHOD OF SHIPPING - METOL OTNPABKM ' e Express mail « Courrier’ ex’prés-
» First class mail * MNepBbiM KNACCOM « Priority mail = Courrier prioritaire
s Express mail * Bxenpecc-noYToin : * Certified mail * Gourrier avec avis de reception
* Priority mail * MepBOOHEPEAHOA NOHTOR | * Registered mail . Coprner en recpmmandé
« Cerified mail * C kuTaHLNER ; « COD » Pgueqnent a la livraison
» Registered mall * 3aKAIHOW NOUTOM : » Next day or 2nd day ~ * Livraison du lendemain

ou du 2éme jour
= A midi ou avant 15:00 heures
= Courrier envaye par
larmée
» Courrier
l'armée

«COD * HanoMeHHbIM MAATEHKOM
» Next day or 2nd day  *Ha saeTpa/ nocneg3agtpa
* By noon or 3:00.6m ‘ K nonyn,ﬂlo T34 am

« Military 2nd day.” ;

« Military 3rd da

By noon or 3:.00 pm

RATES i . . i SH5 TARIFS

* International . MB)KﬂyHapr.HbM Internatnonal . lnternataonal

* Domestic * Bayrpn CLUA » Domestic * Inténeur/ national
» Postage « MouToBkIA TapUE § i .

* Fees * NononkutenstH

+ Total amount * TOroBhith TAPW

LOSYT A PACKAGE?  BAHZEPONb NOTEPANACH?
* Was it insured? * OHa 3acTpaxoBaHa?

» insured number " Homep KEUTaHLMK

= Package origin"#. i i i
+ Zip code

= City / State
» Country

«Was it msured‘?
= Insured number

«Gounty” .o '
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English
(Englisch)

COMMON NEEDS
* Stamps-How many?

*» Envelopes-How many?

* Money order-How much?
= Return receipt

+ Weight._Ibs. .oz,

German
(Deutsch)

UBLICHE WUNSCHE
* Briefmarken-Wie viele?
+ Umschiéige-Wie vieie?
* Postanweisung-Betrag?
* Riickschein
*Gewicht kg .g

B markerii._sarﬁ:rhéin .
* Versandpaket-Welche GroBe?,

MAIL A PACKAGE?
* From whom?

* To whom?

* Address

« Zip code

* [nsurance?

* Cost of insurance

» Contents?

PAKETE VERSENDEN?

" METHOD OF SHIPPING
* First class mail
* Express mail

'VERSANDART'
* Normale Post
* Eilzustellung

* insured number
* Package origin
* Zip code

« City / State

« Country

* Priority mail » 2.Tage-Zustellung
» Certified mail * Einschreiben
* Registered mai = Versichert
* COD * Per Nachnahme
* Next day or 2nd day * Nachster oder 2. Tag
* By noon or 3:00 pm * Bis Mittag oder 15:00 Uhr
« Military 2nd day = Militér 2. Tag
= Military 3rd day * Militér 3. Tag
RATES GEBUHREN
* International ¢ International
* Domestic = Inland
4 *Postage * Porto
* Fees » Sondergebihren
+ Total amount * Gesamtsumme:
LOST A PACKAGE? VERLORENE PAKETE?
* Was it insured? * War es versichert?

* Versicherungsnummer
» Absender

* Postleitzahl

¢ Stadt / Bundesstaat

» Land
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English
(F8sE6S)

Campodian
(fgs)

English
(Anh ngd)

Viethamese
(Viét ngir)

COMMON NEEDS

B + Stamps-How many?

I « Envelopes-How many?

» Money order-How much?
* Return receipt
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* Express mail

» Priority mail

« Certified mail

* Registered mail
+«COD

* Next day or 2nd day
* By noon or 3:00 pm
* Military 2nd day

* Military 3rd day

» Weight__Ibs..__ *9g8_pha_iMany
» Customs * Bt

« Passport *angains

» Stamp collecting vogjiauiBnaivs

* Shipping box-What size? -* (patifaha-dame
MAIL A PACKAGE?  ‘lpnimAghd

« From whom? * gnsil?

* To whom? *HAggI?

* Address . mmmms _
+ Zip code * sy iy (ﬁiﬂja‘[}!ﬁ'lﬁﬂﬁ)
s |nsurance? * e sy s d)
* Cost of insurance *mlgmmnoiy

» Contents? * ihiisinA PN

» Business papers? * KigiRANetamn?

ol itagift? - *ippididinmus?

» Sample materjai? ¢ sgpjadntupimes?

* What is:the vaiue? -mwmav '
METHOD OF SHIPPING f.ﬂilmi‘

« First class mail *HUs 9

* Fuedipuat] (grndadem

o bouidEs

* miardg{RumA

~Thdden

*#3ue

*iFlaniigume ¢ Adgome
*slaniigpd u sl m npe
*igf b eiuma

*igF m ;ume

RATES

¢ International
* Domestic

s Postage

* Fees

* Total amourt
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* ng1tIi

. ﬁaLﬁ:ﬁ
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. sd tmﬂmm)

. GBE Fayy (Uﬁ Filasad)

LOST A PACKAGE?
* Was it insured?

* Insured number

* Package origin

» Zip code

» City / State

» Country

fhama

* METMNTINEG?
s puamehitia
*ifunfinm

* sty
*Finb /13

* [UEgaS
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COMMON NEEDS
» Stamps-How many?
* Envelopes-How many?

« Money order-How much?

« Return receipt
» Weight ..1bs. _oz

- #Customs

+ «Passport

. Stamp collecting

S Shlppmg box-What size?

NHU CAU THONG THUONG
* Tem-Bao nhiéu?

* Bi thu-Bao nhiéu?

* Money order-Bao nhiéu?

* Bign nhan glii lai

* Trong lidng _Ibs.__oz.
*Quanthué -

* Gidy théng-hanh

* Suy tam tem

* Thiing buu kién-Cd nao?

MAIL A PACKAGE?

- From whom"

.. lnsurance‘?
+'Costof insurance
« Contents?
 Business papers?
‘e lsita g

Sample malerial?
What is the value? -

GUI BUU KIEN?

.. * Ngudi gui?
o Ngudi nhan?
. *Diachi
P le code
_." Bao. hlém’? .
-4 PHitén bao hidm

* 6 gui gom co

* Van kién thuong mai?

- Qua tang‘?

- METHOD OF SHIPPING

= First class mail

» Express mail

» Priority mail

* Certified mail

* Registered mail

« COD

* Next day or 2nd day
* By noon or 3:00 pm
* Military 2nd day
+ Military 3rd day

CACH GUI BUU'KIEN
* Hang nhét

* Gui tdc hanh

* Gilfi Uu tién

» G thi thuc khd hoi

* GUi bao gam

* Ngudi nhén tra tién

* Nhan nhay ké tiép
i'* Nnafi fuic trda hay 3 pm

Quanbuu ngaythdnhi .~
Quanbuungaythiba

RATES s GIACA "

* International * Nudc ngoai

* Domestic * Trong nudc

* Postage * Buu chinh

* Fees * Phiton

« Total amount * Tdng $6 phi tén

LOST APACKAGE?  MAT BUU KIEN

* Was it insured? * Buu kién c6 bao hiém?

* Insured number
* Package origin
* Zip code

+ City / State

* Country

5ot ® BUU kjén guiter

* S8 bao hiém

' Than pho/ Tiéy bang
e Quf)c gia’ i
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English
(RX)

Chinese
(FX)

English
(g10i)

COMMON NEEDS

+ Stamps-How many?

* Envelopes-How many?

+ Money order-How much?
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i COMMON NEEDS
«BEESVE? i

i
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* Stamps-How many?
» Envelopes-How many?
* Money order-How much?

« E3-BHPE?
« EE-FH 87
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* Return receipt * B * Return receipt
*Weight __Ibs. _oz +ER_B_R7 -« Weight.__lbs.

= Customs - 3279 ' . » Customs.

« Passport - 1: < » Passpott: .
» Stamp collecting F £ . ‘s Stamp coliecting ;i
« Shipping box-What size? * BIZEF- 1'J¥§R'T ? +.Shipping box«What s;ze"
MAIL A PACKAGE? ol MAIL A PACKAGE?

+ From whom? o BHEA? * From whom?

* To whom? « Wik A? * To whom? -

» Address o (E4k . »Address. :

* Zip code » RE e+ Zipcode

» Insurance? o (BB 7 | elnsurance?.” -

« Cost of insurance » REGH ¢ ‘ « Cost of insurancé -

» Contents? « EF (A 7 » Contents?

* Business papers? o BRI ? .. ,"Business papers?
*lg'it a-gift? « i85 R G
* Sdmple material? o EER T E Lk

* What is the value? - ®iEED? o S

METHOD OF SHIPPING #EASR “METHODC OF SHIPPING
« First class mail + B—HT(E » First class mail

* Express mail « R : * Express mail

« Priofity mail o ESEEE } * Priority mail

= Certified mail » FRIEERFE 1 s Certified mail

* Registered mail o HAREETE | * Registersd mail
*COD L INLE «COD

*Nextday or2nd day - RESE- Qi3 . Next day or 2nd day

« By-noon or300pm
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English
(38358)

COMMON NEEDS

* Stamps-How many?

* Envelopes-How many?

« Money order-How much?
* Return receipt

* Weight _lbs. -
«Cusgtoms

. Passpon T

* Stamp c:ollectmg

. Shlppmg box—What S|ze'?

ATTACHMENT 3
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Japanese
(H#A:E)

— KR

s NF-AHLETT

s HE- AL ETT .

s HELE-VCSBETTH
» TR

«EH HK_A22
TaAREE Ce
SISAR— b

» IFRE §
aEGRBOE-RE &,

MAIL A PACKAGE?

... » From whom?. .-

“*To 'whom'?

~+Cost ot insurarice
« Contents?

JVEAEK

s EHA

« FEA

o {£FR

» BEES

s REEDLETT 2,
* (RERH

s RERFATT &,

. #i‘%_}:a)ﬁﬁ’{"ﬁ'f)‘

METHOD OF SHIPPING
* First class mafl

* Express mail

* Priority mail

» Certified mail

* Registered mail

« COD

» Next day or 2nd day
« By noon or 3:00 pm
+ Military 2nd day

+ Military 3rd day

RERE

. F—TE(E

» B2EERE CORER)
« (= BRIEIN TEE)
« BISTTPA(T BB

« BEF

« X&3[BZEL(COD)
+PHELB-_HBBRE

o BT R =LA
+HRE_QHEE
«Ef=HBRE

RATES

» International
* Domestic

« Postlage

* Fees

» Total amount

BENS
» GRS
e B}
» ¥
s fie
» $AEE

LOST A PACKAGE?
= Was it insured?

+ Insured number

+ Package origin

* 7Zip code

» City / State

* Country

/el
cREENHUELED,
- REEES

o ORI

» BREEE

o /M
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CERTIFICATE OF SERVICE

| hereby certify that | have this day served the foregoing document upon all
participants of record in this proceeding in accordance with section 12 of the Rules of

Practice.

Tl M Cobon

David H. Rubin
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Washington, D.C. 20260-1137
January 4, 2002




